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More than a phone number 

“It is important that older people, adults 
with disabilities, and those having 
cultural and languages differences within 
our community have knowledge of and 
access to the services for which they are 
eligible.”

Area Plan on Aging 2000 - 2003



Need for Information
Growth in aging population
Stagnant funding
Increasing number of choices/decisions 
for elders and caregivers
Scope and diversity of services
Confusing and complex eligibility 
requirements and application processes



Who Calls for Help?

0 10 20 30 40 50 60 70

Family

Gatekeeper

Social/Health
Services

Self

Percentage



2002 by the Numbers

Information Contacts

Assistance Cases

On-line Database visits

Documents Downloaded

48,356

5,637

8,354

6,178



2002 Client Demographics
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Basic Needs
•Health Care

•Economic Security

•Housing

•Long Term Care



2002 Need Requests
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Building a Successful I&A 
System 

•Comprehensive
•Responsive
•Seamless
•Skilled personnel
•Uses technology
•Promoted widely
•Builds knowledge



Comprehensive

Accurate, current database
More than a name and a number
Offers information +

•Assistance
•Supportive counseling
•Advocacy
•Follow-up
•Passport Newsletter



Responsive
Convenient and free or low cost
Serves a diverse population

(elders, caregivers, other providers)
Culturally appropriate
Has multiple points of contact

(phone, in-person, on-line, etc.)
Accommodates special needs



Seamless
•Easy for consumer to use

• Integrated system

•Establishes linkages
with providers, institutions and 
businesses



Skilled Personnel
• Sufficient number to respond

• Knowledgeable

• Able to provide support and advocacy

• Meet professional standards



Uses Available Technology
• Phone System

• Disability Access

• Computers

• Internet



Internet Technology

•E-mail Requests
•Web Pages
•On-Line Databases
•Document Downloads
•Available 24/7 worldwide
•Bulletin Boards and Chat Sites









Widely Promoted
•Variety of marketing tools

•Community outreach

•Adapt the “Message for the Market”





Builds Knowledge

•Tracks trends

•Enhances planning

• Identifies gaps and unmet needs



Result:

A more informed and     
empowered consumer



What Clients Say

“I received even better help than I expected and was most favorably 
impressed with the great help I received plus even unexpected follow-up.”

“My husband and I are both 80 years old. We have been married for sixty 
years. If it hadn’t been for this wonderful service, I couldn’t have gotten to 
the doctor for my tests.”

“Besides being so informative, they were very polite and I felt they were 
trying their best to give me as much information possible. Seniors are not 
always talked to respectfully and I was, and I appreciated it very much.” 

“Thank you for your help and being there for me at a very tough time in my 
life. God bless”. 

“I received a follow-up call to see how things were going. I was very 
impressed by this and the genuine concern shown by the staff. I’m glad to 
know you are out there.”
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